In re: Gene W. Lee 
Filed: December 2, 1998 
Serial No. : 09/203, 965 

Page 2 



In the Claims: 



Cancel claims 3, 8 and 16, without prejudice. 
Replace claims 1, 7, 9, 10 and 15 as follows: 



A method of prioritizing calls connected to an automated 
telephone system comprising the steps of: 

connecting a plurality of calls to said automated 
"telephoneNsystemv ~~ 



D 



obtaining caller identifying information from each of 

said connected aalls; 

placing e&ch or said connected calls on hold; 

searching a\ustomer database and identifying a customer 

database record corresponding to the caller identifying 

information obtained for each connected call; 

retrieving information from said identified customer 

database records that is relevant\to call prioritizations- 
creating a call record forv each connected call, each 

call record including said caller identifying information and call 

priority data based upon said retrieved o^ll prioritizing 

information; 

inserting each created call record unto a hold queue; 
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and 

\ directing a connected call to an available agent based 
on saioVcall priority data; and 

\ wherein said step of directing a connected call to 
direct to ah available agent comprises displaying a list of call 
records stored in said hold queue, including said caller 
identifying information and said call priority data for each said 
"connected * ca±i — onr~at~~ leB'st~~one— avail-able— agent— drsplay— and — 
manually selecting\a connected call to direct to said available 
agent. \ 



7. fflvhold queue prioritizing system comprising: 
\ an automated telephone system; 

\ call receiver/director for connecting a plurality of 
calls to saidv automated telephone system; 

a customer database including a plurality of database 
records, each database record including caller identifying 
information and information relevant to call prioritization; 

a means for\btaining caller identifying information 
from each of said plurality of calls connected to said automated 
telephone system; \ 
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\ at least one hold queue coupled to said call 

receiver/director, said at least one hold queue for holding call 
records related to said plurality of connected calls; 

a\plurality of call center agent terminals coupled to 
said automateck telephone system for handling said connected calls; 
and \ 

a hold queue prioritizer responsive to said caller 
"rd'entxfyi^ 

connected to said automated telephone system, for retrieving at 
least a portion of said caSLl prioritizing information stored in 
each said database record corresponding to each connected call and 
for selecting a connected callVo direct to an available agent 
responsive to said at least a portion of said call prioritizing 
information; \ 

wherein said hold queue priVritizer comprises a hold 
queue call record display, displayed on\at least one of said 
plurality of agent terminals, said call record display including 
caller identifying information and call prioritizing information 
for each call record in said hold queue and a Veans for manually 
directing a call to an available agent based on >said displayed 
connected call information. \ 
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9. The hold queue prioritizing system as claimed in claim 7, 
wherein said displayed call prioritizing information comprises raw 
customed information retrieved from each said customer database 
record. 

10. The hoi^ queue prioritizing system as claimed in claim 
7, wherein said displayed prioritizing information comprises a 

~ca~l~l~p~rl~o~rTt y "~s co r e ~de ri~ved~ by "s^a~iid~h~o~l~d~ quelle * pTiUf 1" t :i z e r 
responsive to said call prioritizing information retrieved from 
each said customer database Vecord. 



15V A system for prioritizing calls on hold and connected to 
an automated telephone system comprising: 

a oall receiver/director for receiving a plurality of 
calls connecteaVto said automated telephone system and for 
directing said plurality of connected calls to a plurality of 
agent terminals coup\ed to said call receiver/director; 

a customer database, including customer database records 
including caller identifying information and call prioritizing 
information; 

a hold queue prioriMzer , coupled to said call 
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receixs^r/director , said hold queue prioritizer including: 

a means for obtaining caller identifying information 
from each of said plurality of connected calls; 
a md^ns responsive to said obtained caller identifying 
formation, for searching said customer database 
.to identifying customer database records 
corresponding to said obtained caller identifying 

~~ infornTatiT)n~"f or each~of~said""plurality of "connected 

calls, and retrieving said call prioritizing 
information frork each of said identified customer 
database records; 
a means for creating a calNL record for each of said 
plurality of connected\salls, each call record 
including said caller identifying information and 
said call prioritizing information; 
at least one hold queue, coupled to\said call hold queue 
prioritizer for storing said created call records; and 

a means for selecting a connected callVto direct to an 
available agent based on said call prioritizing information; 

wherein said means for selecting a call toNdirect to an 
available agent comprises an on hold call record display for 




In re: Gene W. Lee 
Filed:' December 2, 1998 
Serial No. : 09/203, 965 
\ Page 7 

displaying said plurality of call records stored in said hold 
queue, \said displayed call records including caller identifying 
information and call prioritizing information and a means for 
allowing an available agent to manually select a connected call to 
direct to saio. available agent based on said displayed call 
prioritizing inf onsnation. 



